
[bookmark: _GoBack]RONALDO IAN SILAGAN
Address: B1 L22 Buena Oro, Macasandig, Cagayan de Oro, Misamis Oriental, Philippines
Phone: 0956006 1519 / 09177702946
Email: ronaldosilagan123@gmail.com
Linkedin: linkedin.com/in/ronaldo-silagan-17aa5a128
Skype: ronaldo.silagan


OBJECTIVE
To be able to provide excellent and accurate service and  share my knowledge and experience with the company. 
EXPERIENCE
Clipboardhealth - Sales Development Representative (June2021 to Present)
· Appointment Setter
Rocket Station - Virtual Assistant [February 2020-present]
● Appointment Setter 
● Lead Manager
[bookmark: _jvy3037gmjcz]Salesman - Preseller - Key Accounts | Ginebra San Miguel Inc.	[May 2019 - January 2020]
· [bookmark: _20g7b7p7gbty]Conduct customer/outlet calls to sell & deliver products, do merchandising and collect payments
· Implement of sales & marketing programs
· Regular checking of GSMI products in truckload
· Implementation for action plans for timely collection of account receivables
· Development of wholesalers and retail outlets
· Identification of selling opportunities  wholesalers and retail outlets
[bookmark: _sddab0bngqfh][bookmark: _8qoz1q21h170][bookmark: _l5q42gejj607]Key Accounts Manager | PH Global Jet Express Inc 	[November 2018-April 2019]
· [bookmark: _kq7t64r6tbw2]Market and Develop relationship with potential clients while maintaining existing partners
· Acquire thorough understanding of the client’s needs while suggesting possible business opportunities.
· Negotiates the price and services that fits the client’s needs
· Provides Key strategies and updates to regional operations team
· Report to regional CEO and HQ for the actual sales vs. Forecasted sales, and suggested marketing strategies.
[bookmark: _ond5cmep70f4]
[bookmark: _63sttg1vq1tq][bookmark: _v70wq5pgb45w]Team Lead I SYKES ASIA					[January2017-May 2018]
· [bookmark: _2rqrtpspxt8]Responds timely and accurately to escalations and assist Tier 1 support for call resolution.
· Verifies customer’s problem and validates support team’s escalations.
· Conduct team meetings to verify immediate concern and provide resolution
· Perform Quality Monitoring of agents and feedback findings (strengths, areas of improvement).
· Monitors agent’s performance and updating their records on a regular basis.
· Attends calibration session with the client.
· Provides action plans for the improvement of agents.
· Conducts coaching sessions with the agents discussing strengths and areas of opportunities.
[bookmark: _nply3xxl7p6o]Technical Support Expert I SYKES ASIA			[August 2016-December 2016]
[bookmark: _1ftmsns28g72]
· [bookmark: _p41q97qsowvz]Receives calls to troubleshoot system software or hardware concern
· [bookmark: _onreev4rqfc7]Provides resolution to pre-sales inquiry and ensure proper customer education
· [bookmark: _xa4s981fus16][bookmark: _q2lbwtz9ijlg]Escalates concern to Level 2 or other escalation route after proper documentation before during warm transfer.

Subject Matter Expert I Concentrix-CVG			[June  2012-June 2016]
· [bookmark: _qdebixruoxv3]Handles Tier 1 agent team and responds to immediate concern 
· [bookmark: _c8p8ad7heu66]Provide training to Tier 1 agents and Support team for product updates and knowledge base
· [bookmark: _4xxl7jvm5zal]Receives escalation from Tier1 support for investigation or immediate resolution
· [bookmark: _majtmiml4x6c]Reports no resolution issue to client during call calibration
· [bookmark: _jux20aot2rvv]Troubleshoot agent behavior with assistance of support team through Quality monitoring
· [bookmark: _n3hfe6nq77lq]Provides 1 on 1 coaching session to agents to discuss running trend of wins and opportunities
· [bookmark: _j0hsj0yrculo]Analyze and Communicates wins and opportunities of handled team to immediate manager during business reviews
· [bookmark: _rf7l88kz0t91]Extract trending issue from CRM tool to provide daily FYI’s to the group
· [bookmark: _wwcx8yyttzyt]Receives client escalation for investigation and draws leads for possible trending concern to alert level 1 and Support team.
[bookmark: _mfm2sk5dlnmt]Customer Support Representative - Concentrix-CVG		[October 2011-June 2012]
· [bookmark: _hqrrpsygat7u]Receives inbound calls to assess and troubleshoot system software or hardware concern
· [bookmark: _trumoigvz0pb]Escalates out of warranty products to level 2 or provide self service education
· [bookmark: _g4fmuwcaqt09]Properly Documents call issue on CRM tool for proper trend report
EDUCATION
College							[2007-2010]
Xavier University - Ateneo de Cagayan
Bachelor of Science in Agribusiness
College							[2003-2007]
Xavier university - Ateneo de Cagayan
Bachelor of Science in Nursing
Secondary level						[1999-2003]
St. Mary’s School
[bookmark: _30j0zll]
SKILLS
· Proficient in computer Software Systems
· Phone and email Handling
· Research
· Able to read, write and verbally communicate in English
· Decision Making
· Experience with the following Real Estate skills:
· Interpersonal (Mentor, Group Organizing, Facilitator, Peer Counseling)
· Proficient in Computer Applications M.S. Office (Excel, Word, PowerPoint, Adobe)
· Market Researcher
· Planner or Goal Setting
· Coordinator
· Forecast Analyst
· Wireless Networking (Wifi Setup and Troubleshooting)
· Negotiating

